Service Delivery Process Flow 
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Call Center Professional Desk __| Enterprise Desk Customized Desk | 


Desktop PC PC / Workstation VAX / Alpha Dedicated 

























Workgroup Servers Enterprise Servers Customized 
Helpdesk 










PC Department LAN/WAN 

























Office Applications Office Applications VMS/Unix/Netware OS 
PCI Software PCI Software 
Services HWM-C/D HWM - A/B/C/D HWM - A/B/C Dedicated 
EUS/DECcare Site/Wide (e.g. EDS) HDS - B Customized Services 
UAS UAS SWS 
Customized (DIGITAL | HDS-C 
Service Certificates) 
PC-Utili 

































Characteristics | Live Call Handling Live Call Handling Dial back On-line Support in 
One call , one person one call, one person Specialized skills Customer network 
Integrated skills Integrated skills HW/SW problems in Operational Helpdesk | 
HW/SW HW/SW complex Computer Support in MCS - 
environment Call Center 





Volume specials Customer specials Customer specials 


Telefoon support lijn © Call DIGITAL at **** 030 - 2832831 **** For all MCS engineers. 
The new number contains an IVR (Interactieve Voice Response). 
1) Hardware 1 -> Systems Support 
2) -> Commodity Support 1) -> Printers 
2) ->PC 
3) -> Hotline 


3) -> Network Support 
2) Software 1) ->VMS 


2) ->PCI 

3) -> UNIX 

4) -> Windows NT 
5) -> Office 

6) -> Novell 


3) PC-Helpdesk  ->PC-Helpdesk (UAS Services) 


Partnerphone MCS Partnerphone entrynumber **** 030 - 2833800 **** 
The partnerphone is the entry point for all our partners with MCS questions. 
An IVR route the partner to following destinations : 
1) Service Request -> Enterprise Desk 
2) Commercial questions -> MCS Sales Desk 
3) Other questions -> Central Response Group 


dijg italy 


19 maart 1997 


